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April 6, 2001

David Waddell, Executive Secretary
Tennessee Regulatory Authority
460 James Robertson Parkway
Nashville, TN 37243

Re: Docket to Establish Generic Performance Measurements, Benchmarks and
Enforcement Mechanisms for BellSouth Telecommunications, Inc.
Docket No. 01-00193
Dear David:
Enclosed are the original and thirteen copies of Comments filed on behalf of
ATM/Discount Communications, Inc. in the above-captioned proceeding.

Sincerely,

BOULT, CUMMINGS, CONNERS & BERRY, PLC

By: )
Henry Walker v’ / {V(AMMOD""\'
HW/nl

Attachment
c: Parties
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BEFORE THE TENNESSEE REGULATORY AUTHORITY

In Re: Docket to Establish Generic )
Performance Measurements, Benchmarks ) Docket No. 01-00193
and Enforcement Mechanisms for )
BellSouth Telecommunications, Inc. )

COMMENTS OF ATM/DISCOUNT COMMUNICATIONS, INC.

ATM/Discount Communications, Inc. (“Discount”) submits the following initial
comments concerning the Tennessee Regulatory Authority’s (“TRA”) investigation of generic
performance measurements and enforcement mechanisms for BellSouth Telecommunications, Inc.
(“BellSouth”).

Unlike the other participants in this docket, Discount is a local reseller and uses
BellSouth’s operational support systems (primarily “LENS”) to place local service requests, not
to order unbundled network elements.

To a pre-pay telephone carrier such as Discount, the prompt and accurate handling
of local service requests is critical to the carrier’s day-to-day operations. For example, a Discount
customer often does not pay his telephone bill until after his service has been suspended.
Discount, therefore, places an order with BellSouth, through LENS, requesting that service be
suspended. When the customer pays the bill, Discount places an order for the service to be
restored. These continued suspensions and restorations of service must be quickly executed in
order to be effective and to keep the customer.

While Discount believes that BellSouth promptly and accurately handles local
service requests for BellSouth’s own customers, BellSouth is apparently unable, or unwilling, to

handle requests placed by Discount in the same, non-discriminatory manner. To put it simply,
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LENS does not work. And when it does, local service requests are mishandled, delayed, or just
forgotten on regular basis.

Over the last three months, Discount has been keeping a written record of these
problems and made a practice of notifying BellSouth whenever such problems occur. Attached
is a sample of that correspondence. LENS, for example, was down for six days and three partial
days in January. When LENS is down, Discount tries to place orders manually to the “LCSC”
where, typically, telephones ring unanswered, faxes are ignored, and BellSouth representatives
are unhelpful, if not rude. (See letter dated December 15, 2000.) In one case, an LCSC
representative informed Discount the LCSC “does not process orders after 3 p.m. on Saturday,”
although Discount had placed orders on Saturday afternoons many times in the past. Believing
that BellSouth would process orders for its own customers, Discount vice president Morris Harris
personally visited a BeliSouth payment center on that same Saturday at 5 p.m. He paid the overdue
bill of a BellSouth customer and asked that the customer’s service be restored. Service was
restored that same afternoon. See letter of January 24, 2001 and attachments.

These are some examples of the ongoing problems faced by Discount and,
presumably, other resellers. Strict performance measures and enforcement mechanisms are the
only solution. Butthe generic formula adopted in the DeltaCom arbitration may not be sufticient.
The fact is, every time LENS is down, Discount loses business. Every time an order to suspend
or restore service is delayed, Discount loses business. BellSouth should be held responsible, in
somé way, for each such incident. For example, if Discount places a confirmed, suspension

order but the order is not executed on the scheduled date, BellSouth should waive any restoration
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fee. Similarly, if LENS is down, BellSouth should waive all charges for placing service orders
and pay penalties for delays in executing those Orders.

Discount strongly urges the TRA to schedule hearings concerning these service
problems. It is important for the TRA to hear first-hand how BellSouth has utterly failed to
establish reliable workable OSS interfaces for competitive carriers. This testimony will become
even more significant should BellSouth file a Section 271 application. Regardless of what claims
BellSouth may make in other states, about “LENS” or the LCSC, it is clear that, in Tennessee at
least, those systems cannot support the needs of even a small competitor like Discount.

Finally, Discount has greed to take these performance issues out of Discount’s
pending arbitration proceeding and to address these issues in this generic docket. But if these
proceedings are intended to substitute for an arbitration case, Discount requests the same
opportunity to present testimony and cross-examine witnesses in the generic docket that would be
available in Discount’s arbitration.

Respectfully submitted,

BOULT, CUMMINGS, CONNERS & BERRY, PLC

By: /M(MM M&%x L om W) )mmvxww
Henry WalKer v q
414 Union Street, Suite 1600
P.O. Box 198062
Nashville, Tennessee 37219
(615) 252-2363
Counsel for ATM/Discount Communications, Inc.

0712515.01
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CERTIFICATE OF SERVICE

I hereby certify that a true and correct copy of the foregoing has been forwarded via U.S.
Mail, postage prepaid, to the following on this the 6" day of April, 2001.

Guy Hicks, Esq.

BellSouth Telecommunications, Inc.
333 Commerce St.

Suite 2101

Nashville, TN 37201-3300

Jim Lamoureux, Esq.

AT&T Communications of the South Central States
Room 8068

1200 Peachtree St., NE

Atlanta, GA 30309

Tim Phillips, Esq.

Office of the Attorney General

Consumer Advocate and Protection Divisoin
P.O. Box 20207

Nashville, TN 37202

Worren el sy WM t] porsounns

Henry Walker )
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%EEWQ'S' ATM/Discount Communications Inc.
(oA

“Your Complete Telecommunications Provider”

3748 Park Avenxe

Memphis, TN 38111-6649

Phong.-.(90)) 843-6070 P '

Toll Free 888 639-0669 : ;R&@EWFB DEE v ¢
Fax...(801) 327-2809 - = 2oan
Wyww.atni-disc.com .

e

ﬁ

December 6, 2000

Henry Walker, Esquire

Boult, Curnmiags, Conners & Berry PLC
Law Offices

_  A14Upion Steest, Suitel£00
P.O. Box 198062
Nashville, TN 37219

Re: Downtime/BellSouth’s Lens Ordering System

Dear Mr, Walker:

Plexse be adviscd of the ongoing problems while trying 10 process orders.

Friday, December 1st - 8:00 am. Spoke with Sonja, ESC Support. Placed a second call at 4:30 p.m.
Was informed that the'Lens System was up. Attempted 10 process an order., Could not access, Placed a

third call and spoke with Byron, Byron said he would follow up and call back with an answer

Monday, December 4th —8:30 am. Spoke with Sharen. Was informed that Lens was down, and they
are experiencing problems, Actempred to process an order. Could not access.

Tuesday, December 5" — 9:00 am. Spoke with Byron. Was informed that Lens was still down. Placed
a call and got a recording informing me that Lens will be down for most of the day.

Wedaesday, Doecember 6® _8:30 am. Spoke with Sharon. Was informed that they are experiencing

problems but the sysiera is now working. Anempred to process an arder. Lens was not properly werking.

Placed a second call av 10:00 a.m. Spoke with Byron. Byron said he would follow up and c¢all back with
AN answer.

Sincerely

7 G foene

Maorris *Nick” Harris
KM/dj

¢c: File

“ofour Complete Telecommunications rovider”
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" % ATM/Discount Communicaiions Inc.
C:mtmummmg

“Your Complete Telecommunications Frovider”

3798 Park Avenlie
Memphis, TN 38211-6649
Phone...(901) $43-6870
Totl Free 888 639-0669
Fax..(901) 327-2809
Www.atm-disc.com

M

December 9, 2000

Henry WalKer, Rsquire

Boult, Cummings, Conners & Berry PLC
Law Offices

414 Union Sweet, Suite 1600

Re: ATM/Discount Communications’ Complaints against BellSouth
Dear Mr, Walket:

Friday, October 19°* & 20" — Re: Waketa Carpenter - PON 033100121402,

Randy Irving -P ON 092100175910, Braod Williams — PON 080400154825
BellSouth feature “Area Plus was offered to these customers. ‘When we attempted to add
(his feature the LENS System rejected it. Called BellSouth and was informed by
BellSouth reps thas this feature was not available. As a result, cusiomers Were issued
refunds.

Friday. October 20™ — 9:00 a.m. — Re: Nathala Lec — PON 091800155204
Customer’s services were net on. Spoke with Shondria who informed me that there were
no line records. Called LCSC. After being placed on hold for approximately 28 minutes,
spoke with Jocelyn. Systems shows that BellSouth had cancelled the order without our
permission, We were informed that the order would be reissued, however our customer
left upset.

Friday, October 20” - 10.25 a.m. LENS System is down. Placed a call to EC Support.
Waiting on a return call. 2:00 p.m. LENS System is now working.

Friday. October 20% 11:00 a.m. — Re: Bohby Bowdery - PON 101700113427

Called in for repair. BellSourh’s technician went out and informed us that the problem
was inside. Problem had not been resolved. Send one of our technicians out. Found that
the interface had no power. BeliSouth'’s technician agreed that this was in fact the
problem. Total number of attempts 10 call BellSouth to help resolve the problem, five.
Consequently, we lost the customer.

“Your (Complete Telecommunications Provider”

ATA7407 NE-Anr-01 17-14D]
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Henry Walker, Esquire
December 9, 2000
Page 2

Friday. October 20%, 12:00 p.m. —Re: Gail Hawthorne - PON 100400174701
Customer's service was not completed as schedule. Features were not applied correctly

delaying scheduled due date. To compensate the customer for this delay we gave her one
month of free service.

Friday, October 27%, 8:00 a.m. — Re: Yolanda Jones = PON 072899111200
Counversion, nowever, BellSouth had assigned the customer a new nurnber without
informing us. The FOC datc was 6/25/00. Acal date of completion was 10/26/00.

Fridav. December 8" — Re: Takesha Rideout - PON 111500124600
Please find the attached.

Sincerely,
Morris “Nick™ Harris
MH/dj

Enclosed

“Your Complere Telecommunications Provider”

(0117404 06-Aor-01 12:16P1
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ﬁ%g ATM/Discount Communications Inc.
o der”

“tyour Complete Telecommunications Provider

3748 Park Avenux

Memphis, TN 38111-664% RECEIVED BEC 2 7 2000
Phone...(501) 843-6070

Tell Free 883 639-0669

F“u-(gol) 327‘2899

Www.atm-disc.com |

M

December 15, 2000

- Ms. Pat Ward, Manager
BellSouth LCSC Interconnection Services
600 North 197 Street, 14 Floor
Birmingham, AL 35203

Dear Ms. Ward.

RE: LCSC Support

On Thursday, December 14th in an attlempt 1o resolve an order pending processing
Re: Treva Wilson, - PON 120200115840, we placed a call 10 LCSC. Your service
representative, Dwayne answered the call.

I is my opinion that the call was handled inappropriately by Dwayne. My employee felt
that he was insulting, and that his remarks were uncalled for, After being “put on hold”
for a long period of time the call was abruptly disconnected.

We are experiencing 100 much downtime being “put on hold” for long periods of time,
and waiting on return calls. We need your assistance in expediting our orders.

Sincerely,
tr [ ~

Morms Harris Sr. .

“oYour Complate Telscommunications Provider”

ATA7ZOL ALLAmn-Ni 195 1KD1
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%g ATM/Discount Communications Inc.
o

“Your Complete Telecommunications Provider”

3798 Park Avénue
Memphis, TN 3811)-6649
Phone...(%1) 843-6070
Toll Free 338 £630-0669
Fax...(99%) 327-2869

Www.atm-disc.com

December 16, 2000

Mr. Jim Brinkley, Senior Director

BellSouth Interconnection Services

675 West Peachtree Srreet

Atlanta, GA 30373 - - .o - - oo

Dear Mr. Brinkiey:
In reply t0: Lens Downtime — Notification dated December 16, 2000

This letter is written 10 EXPIESS ongoing issues with regards to LENS downtime. As you
know, without access to the LENS System, Resellers are literally at a stand still. This
interruption for even the shortest period of time gravely affects our business.

These untimely alerts (notifications received on the day of) are unacceptable, and
inexcusable. We have estimated a projected loss of approximately $20,000.00. Further,

it is our belief that BellSouth is not being affected at all by this but continues “doing
business as usual”.

We sincerely believe that your customers are valuable 10 you. Qur CUSIOMmETS ate
extremely valuable 10 ATM/Discount Communications. We take pride in doing good
ethical business. This burden is both damaging and costly.

To this end, in the future, We would appreciate reascnably advanced notifications 50 that
we can be more prepared for serving our customers.

Sincerely,

. g )
ST E A /(/g%/
Morris Harris Sr.

MH/dj

CC: Henry Walker Esquire, Boult, Cummings, Connors & Berry PLC
U o Pmnmembetn [ PP LY T P P ¥ lﬂrrwn‘zﬁ!'r"
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WS ATM/Discount Communications Inc.

(ommmareog “Your Complete Telecommunications Provider”

3798 Park Avenue
Manphis, TN 3811 16649
Phone...(801) 843-6670
ToH Free 838 639-0669
Fa—\:.a:(gaf) 32 7'2809
Www,atm-disc.com .
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January 24, 2001
Via Certified Mail

Mr. Jim Brinkley, Senior Director
BellSouth LCSC Interconnection Services
675 West Peachtree Street

Atlanta, GA 30375

Dear Mr. Brinkley:
We are in receipt of a letter from David Stark dated January 11", However,

correspondence was Sent 10 you because of the problems we are experiencing due to an
averwhelming amount of “LENS" downtime.

The position of reselling, per the “Agreement” states that the Reseller 1s permitted to
make the same allowarces and use the same resources to helps satisfy our customers as
BellSouth has for satisfying their customers.

We belicve that during these “LENS” downtime periods, BellSouth is still sble to; or has
alrernative methods they use that will not prevent the processing of orders. We expect
that we should have the same capability

Though these alerts may be a courtesy 1o us, downtime still presents a negative impacron
our business. :

Respectfully,

Ry

Morris Harris SR, Vice President

MH/dj

ce! //ﬁﬂf?’ 5:0{7/[5-”’7 ZIS/C—'I :‘?t‘.'/ &:j/;’; & Lo rdee ])?" s
L aents o ey, PLE

“Your Complete Telecommunizations @rovider”
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". mg ATM/Discount Communications Inc.
. Commmeahon '

“Your Complete Telecommunications Provider”

3798 Park Avenus
Memphis, TV 38111 -6449
Phone...(90]) 843-6071
Toll Free 888 639-0669
Fax...(907) 327-2889
Www.atm-disc.com

e

January 24, 2001
Vig _Certifiad Mail

Ms, Tenya Harding, Customer Support Manager
BellSouth LCSC Interconnection Services

600 19th- Street, 20" Rloor
Birmingham, AL 35203

Dear Ms. Harding:

RE: Complaint for Customer Service Support

On Saturday, January 20, 2001 a number of restoration orders where submitted via fax to
LCSC for processing (enclosed list). - wo

Surprisingly, we were told that LCSC does not process orders on Saturdays after
3:00 p.m."

Coincidentally, we found that on this day, Saturday, January 21, 2001, a BellSouth
customer, Ms. Shawna Miles of 1018 N, Watkins St,, #6, Memphis, TN 38107,
(901) 278-8851 visited BellSouth long after 3:00 p.m., paid a restoration fee and her
service where: in fact, restored that day (Receipt of transaction also enclosed).

1n an effort 1o continue doing good business, we rely on cur ability 1o practice good
ethical business laws. Tt is our opinion that these practices help us retain our accounts.
Given our relationship, it is unclear to us BellSouth's resistance in processing our orders.

Please respond to this concern.

D . (G-

"Morris Harris, Vice President
ME/d . :

Enclosures |

CC: Janet Miller, Director Customer Support

. Jim Brinkley', Senior Director LCSC Interconnection Services
Henty Walker, Esquire, Boult, Cummings, Connors & Berry, PLC

“Your Complete Telecommunications Provider”

e (D117694 06-Anr-01 17-16p)
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From-

Name

Tomika Abram
Jennifer Sandridge
Ramona Metealf
Rénee Sinmmons
Christopher Jackson
Anayeli Ramerez
Pananetta Hoyle
Genia Word
Angelia Bills

Betty Joy Lambert
Vita West

Angela Webb
Angela Webb
Lawrence Simmons

BellSouth LCSC Interconnection Services
January 24, 2001
Page 2 ~ Attachments

Telephone Number

901-527-2608
901-353-31%94
901-526-5561

~615-264-1808

615-353-1796
901-380-4306
901-324-9948
615-443-3721
901-579-0781
001-357-7212
901-774-5863
901-365-9099
901-369-9538
001-452-6132

T-833

PON

64300120-R
61590120-R
59340120-R
60860120-R
25390120-R
37760120-R
58270120-R
28880120-R
53%00120-R
11280120-R
23860120-R
52050120-R
52060120-R
43250120-R

P.022/028  F-440

117207 DL Ao A1 A9 4201
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mg ATM/Discount Communications Inc.
Compimecafion

“Your Complete Telecommunications Provider”

= N 3798 Park Avenue
Memphis, TN 38111-6648
Phone,.-(90!) 843-6070
Toll Free 832 §39-0469
Fax.. 901} 327-2809

Www.atm-disc.com

January 29, 2001
vVia Certified Mail

Vis. Tonva Harding. Customer Support Manager

BellSouth LSCS lnterconnection Services

600 North 19 Street, 207 Flaor

Birmingham, AL 35203 : - - -

Dear Ms. Harding:

RE: FError/Clarificatiun ~PON #012301112014 — Date Submitted H1/23/01

I am forwarding the enclosed PON that was rejected. The explanation states
~request t0 add Link-LUp after service is established iy not permitted™

Fivst and furemost, this is 4 new customer for ATM/Discount. Thix is a conversion.
Sceondly, the customer qualifies for the Link-up Progranm.

It is oot ATM/Discount’s responsibility for information, or the Iack of, tuken fruomi
previvus carriers. Moreover, ATM/Discount stands in complinnce with FCC
standard regulations, and embraces the Program. Therefore, it is our obligation to
first determine a eustoroer’s status in order to submit gur request pro periy.
BullSouth’s interpretation of the standard regulations is ¢learly in error.

We are losing valuable time baving orders rejected that should be processed without
dispate.  This is 3 simple“request for service”, thut meets the Link-Up Program
reguirements.  Please expedite this order secordingly.

Sioverely, ¢ .
Y
Marris Harris SR :

MHdj
- Eaclosed hb\—'

Ce: Janet Milier, Director Customer Support
Jitn Brinkley, Senior Director LUSC Interconnection
Henry Walker, Esquire, Boulr, Cummings, Connors & Berry, PO

“Your Complete Telecommunications Provider”

R i 0117404 08~ Aor- 01 12-16P1
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v LSR/Order Information - PON Details

DISCOUNT COMMUNICATIONS CUS 8844
012501153117 v 00

@ BELLSQUTH

'ocal Exchange Navig

ation System

view LSR/Order Information P ON Details
. . Error/
PON Version Date Submitted Clarification
012501153117 00 2001-01-25 2001-01-26

2001-01-26 THIS NUMBER IS A FINAL ACCOUNT. SENDAS A NEW CONNECT
2001-81-25 USOC ALREADY EXISTS ON CUSTOMER RECGCRD

-

. Return to LSR/Order info
Mzin Menu Main W

Refergnces

- BeliSouth ‘Telecomptimications, fng. - Al Rights Rescrved
NS Vepsion WiLE

Copyrialit 2001 -

1/2812001

2884412
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%S’ ATM/Discount Communications Inc.
(e "Your Complete Telecommunications Provider”

¢ -

3798 Park Avenwe
Memphis, TN 38111-6649
Phone...(901) 843-6070
Toll Fres 888 639-064%
Fax...(981) 327-230%
YWww.atm-disc.com

January 30, 2001

Ms. Tonya Harding, Customer Support Manager
BeliSouth LCSC Interconnection Services
600 North 19® Smreet, 20™ Floor
Birmingham, AL 35203 . -
=== = - Bear-MsrHarding: : ’ ) = T -

RE: LENS Dawntime
This letter is written to inform you that we've been ineapable of aceessing the LENS System the entire

day.
And, for the record, the following is a schedule of dates for the month of fanuary that we've experienced
LENS dovwntime.
Date Downtime
01705:01 10:30 a.m. — until day-end
01/09/01 Entire Day
01/12/01 Entire Day
01/13/01 Entire Day
01/16/01 Entire Day
017/17/01 Entire Day
01/18/01 On & off - unty! day-end
01/26/01 8:3Q a.m,- until day-snd

As srared in previous correspondence, we believe that BellSouth is not being affected at all by this
downtime. We also believe that there may be an alternacive method for procesting orders during LENS
downtime, .

Not only are we unable to process new orders, we are unable to service existing customers, We have
addressed this issve rime and rime again to no avail. We conzinue to lose valuable time and money. We
expect a bemer understanding of BellSouth's System’s capability in order o process our orders.
Please respond.
Monris Harris SR, Vice President i

- MH/dj
Ce: Janet Miller= Fields, Director Customer Support

Jim Brinkley, Senior Director LCSC Interconaection Services
Henry Walker, Esquire, Bouh, Cummings, Connors & Berry, PLC

“Your Complete Tefecommunications Provider”
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o %g ATM/Discount Communications Inc.
- {ommemet ,

“Your Complete T slecommunications Provider”

3708 Park Avenue
Memphis, TN 3811 1-6649
Phone...(501) 843-6070
Toll Free 883 635-0669
Fax...(501 327-2809
Www.atnl-dise.com

February 26, 2001
Via Certified Mail

Ms. Tonya Harding, Customer Service Manager
__BellSouth LSCS Interconnection Services

600 North 19th Street, 20" Floor

Birmingham, AL 35203

Dear Ms. Harding:

RE: Lens Downtime

This letter is written informing you of the lack of support BellSouth is providing us.
Attached is a list of accounts that should have been processed on Saturday, February 24,
2001 for restoration of services.

As you know, ATM/Discount was unable to process these orders because the LENS
Systemn was down, “ALL DAY,

This is just another example of BellSouth’s lack of support when it comes 1o working
witht ATM/Discount.

Due to this constant, unresolved issue, ATM/Discount feels we should not incur
restoration charges for those listed.

Morris Harris SR. Vice Presidant
MH/dj
Enclosed
Janét Miller-Fields, Director Customer Service

Ce: Jim Brinkley, Senior Director, BellSouth Interconnection Services
Henary Walker, Esquire, Boult, Cummings, Connors & Berry, PLC

“Your Complete Telzcommunications Provider”
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LENS Downtime Cont.

Restoration of Service Requests

PON

13500223-R
65580233-R
60500223-R
44480226-R
54150226-R
33400226-R
32530226-R
31030226-R
56400226-R
66150226-R
57380226-R
30820226-R
37170226-R
624920026-R
26270226-R
54340226-R
66000226-R
24170226-R
45210226-R
17750226-R

Phones Number

901-323-0426
%01-348-2276
901-357-9587
901-744-4287
901-454-0785
615-226-1732
S01-745-5586
901-818-9275
901-327-2237
931-503-0197
501-368-6479
901-794-0196
901-360-9920
901-324-1747
901-354-2055
901-366-5509
901-745-1024
901-354-9571
901-743-5284
001-789-0342

“Your Complete Telecommunications Provider”
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nt Communicatior;s Inc.
7 r

%g jscou ‘
tm;mmm Al Ni"g)ur Complete Q’zfzcmnmummmus Provide

Ms. Tony2 Harding, Customer Suppott Manager
Bellsowh 1LCSC Interconnection Gervices

€00 North 197 STt 20™ Floot

Birminghan, AL 35203

Dear Ms. Harding:

For the records the following is 2 schedule of dates for the month of February that

ATM/Discount experienced LENS Downume.

Date Downtime Date Downtime
02/03/01 Parrial Day 02/15/01 Envre Day
02/05/01 Entire Day 0216/01 Entire Day
02/07/01 Eatire Day 02/19/01 Entire Day
02/09/01 Entire Day 0272201 Cnure Day
02/12/01 Entire Day 02/23/01 Enrire Day
02/14/C1 Emire Day 022401 Enure Day

This matier was addressed in previous correspondence (dated January 30, 2001). Clearly.
downtime has increased on our end. The explanation is RellSouth is “updating thelr
gystem’ .

will you interpeet for us the meaning of “Updating BellSouth's System,” 50 that we <an

peter understand the capabilides ofa System that we have access 1 2t Zontinues to
delay the rocessing of our orders.

Morris Harris SR

MH/dj

Cc: Janet Miller-Field, Director of Customer Support
Jim Brinkley, Senior Director LCSC [prerconnecuon Senvices
Henry Walker, Esquire, Boult Cummings. Connors & Bmy. pLC

R . - -
Your Complere Telecommuritatons Brovver”
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